This study surveyed instructional faculty at two Armenian universities to determine use and awareness of academic library services or resources including reference, interlibrary loan, subscription databases, subject liaisons, and more. A minority of respondents reported making frequent use of the services investigated, with usage varying according to such factors as academic rank, length of employment, and full-or part-time status. Many participants also had suggestions for services not available at their libraries. These results help illuminate user preferences among faculty at these universities and could help librarians at similar institutions identify underutilized resources to promote or new services to offer.
Introduction
The investigators conducted this study at the academic libraries of two universities in Yerevan, Armenia. Yerevan State University (YSU) is a not-for-profit, publicly funded institution. In operation since 1920 as a national university, YSU at present employs more than 1,600 faculty members and hosts approximately 20,000 students pursuing bachelor's and master's degrees in 19 different departments or faculties 1 . Instruction is conducted in Armenian with extra support provided for Armenian diaspora or other international students whose primary language is often Russian or English. The YSU Library holds about two million volumes in its collection 2 . The library offers reference services, interlibrary loan, and subscription databases, and includes a special collections/archives division with rare and antique items. services, interlibrary loan, subscription databases for use either on campus or remotely, and online guides and tutorials. Subject librarians serve as liaisons to departments and programs for bibliographic instruction and purchase requests. In addition to the library's collection, AUA also hosts a digital repository for scholarly work produced by the university's faculty, staff, and students.
Literature Review
Use and awareness of academic library services among faculty has been explored in library literature for nearly 50 years. Often, scholars have approached this topic from the vantage point of a particular library service or with regard to faculty in a particular discipline. Hollister and Schroeder, for example, explored how research productivity among education faculty correlates with library support, examining the implications for enhancing research partnerships between librarians and faculty 7 . Separate studies by Watson and Yang both focused on faculty perceptions of library liaison activities, finding that most faculty (92% and 66%, respectively) reported increased use of library resources or services as a result of meeting with a subject specialist 8, 9 .
Other researchers have examined the use and awareness of library services from a more holistic perspective at a broad range of institutions. Bausman, Ward and Pell describe an ongoing project to gain an understanding of "what instructional faculty know about library resources, of how instructional faculty use library resources, and of the impact of library engagement upon instruction and research" at a large public institution 10 . Slutskaya, Rose, Salter and Masce used online surveys to explore faculty awareness of library tools, resources, and services and their impact on information literacy at two institutions, one a small private liberal-arts college and the other a large, commuter-oriented, public university 11 . In the 1990s Dilmore tracked interactions between librarians and instructional faculty at nine small college libraries in New England 12 .
Papazian Library (see Appendix A) and an instrument of 12 items addressing services offered at the YSU Library (see Appendix B). In both cases, the questions were brief, easy to understand, and involved a mixture of multiple choice and open answer. Respondents at both institutions had the option of taking the surveys in either English or Armenian.
On the AUA survey, the first two questions asked respondents how often they make use of inperson reference and then virtual reference services. Since the YSU library does not offer virtual reference, the YSU instrument instead asked how useful faculty thought such services would be for both themselves and their students. Subsequent questions asked about the frequency with which respondents used interlibrary loan and accessed the library's subscription databases. The AUA survey distinguished between on-campus and remote use of databases; the YSU instrument did not make this distinction because that library offers database access on campus only. Other questions specific to the AUA library addressed online guides and tutorials; use of the university's digital repository; and collaboration with subject or liaison librarians for purposes of collection development. The YSU instrument did not include these questions but instead asked about use of the special collections and archives unique to YSU and about submitting purchase requests to the library. Both surveys asked respondents for any suggestions regarding additional services their libraries could offer, and both captured data about respondents' department, rank, full-time or part-time status, and length of service at their institutions. (While this study did collect data regarding faculty participation in collection development and requests for additional services, these topics are beyond the scope of this paper and will be addressed in a forthcoming publication.)
Data Collection
With the help of library directors at AUA and YSU, the researchers were able to distribute the survey electronically to the e-mail accounts of instructional faculty at both institutions during January Table 2 Disciplines of Respondents at YSU
The participants also spanned a range of faculty ranks, employment status, and length of service at their institution. Twenty-three AUA participants provided information about their rank; among these, the largest single group was Lecturer status (43%, n=10). At YSU, where 30
respondents provided information about their rank, Associate Professors and Assistants were most heavily represented, at 37% and 33% respectively. Please see Figure 1 for complete data on the faculty rank of respondents at both institutions. Full-time faculty formed a slight majority of respondents at each institution, comprising 52% (n=12) at AUA and 57% (n=17) at YSU.
Recently hired faculty appeared to make up a majority of participants at both institutions: at AUA, 65% (n=15) stated that they had been at the institution fewer than 5 years, and at YSU 53% had worked there for 5-10 years. See Figure 2 for characteristics of respondents by length of service. Researcher 4%
Other rank 13%
Faculty Rank, All Participants 
Results
The primary findings of both surveys follow, organized according to area of library service.
Reference Services
The survey began by asking participants about their use of reference services at their institution's library. The first item asked about use of in-person reference services (defined as face-to-face contact with a librarian at a traditional reference desk or other location within the campus library). At AUA, 20% (n=5) of respondents indicated that they "frequently" make use of inperson reference assistance, with an equal number responding that they "never" do so; another 32% (n=8) answered that they "sometimes" use in-person reference, and 28% (n=7) that they "rarely" do. By contrast, at YSU a smaller proportion (9%, n=3) indicated frequent use of in- Length of Employment at Institution, All Participants person reference and a slightly higher share (24%, n=8) said they never use face-to-face reference. Almost half the respondents at YSU (48%, n=16) said they rarely use in-person reference, with 18% (n=6) selecting "sometimes."
Use of in-person reference services varied according to academic rank, length of service, and full-or part-time status. All participants who held the rank of department head or chair at AUA (n=2) and at YSU (n=1) reported that they "frequently" made use of in-person reference assistance. This usage decreased with descending ranks. At AUA, 75% (n=3) of participants with the rank of professor "frequently" made use of in-person reference at the Papazian Library, and 25% (n=1) "sometimes" did. At YSU, 18% (n=2) of respondents at the associate professor level reported that they "frequently" used in-person reference, and 55% (n=6) that they "sometimes" did. Forty percent (n=4) of AUA respondents at the rank of lecturer "sometimes" used this service, while 60% (n=6) "rarely" did; meanwhile, 60% of YSU lecturers (n=3) reported that they "rarely" used in-person reference and 40% (n=2) indicated that they "never" Visits to the reference desk were more frequent among newer faculty at both institutions. In fact, at YSU all respondents who had been there for fewer than 5 years (100%, n=5) reported that they "frequently" use in-person reference assistance. At AUA this figure was 33.3% (n=5), with another 53.3% (n=8) indicating that they "sometimes" used the reference desk and 13.3% (n=2) saying that they "rarely" did. Thus, all study participants affiliated with their institutions for fewer than 5 years reported making at least some use of the reference desk. With greater length of work history the rate of use dropped. For instance, at YSU 38% (n=6) of respondents with 5-10 years there "sometimes" used in-person reference and about 63% (n=10) did so "rarely"; in the 11-15 year category, 75% "rarely" used reference assistance while 25% "never" did. Use of the reference desk dropped off entirely for all respondents who had been at YSU for 16 years or longer. At AUA, 83% of respondents who had been there for 5-10 years indicated that they "rarely" used in-person reference, with 17% of this group reporting that they "never" did. Again, use dropped to zero among those who had been at AUA longer than that.
At both institutions, full-time faculty showed a greater propensity for use of in-person reference.
Among full-time faculty at AUA, nearly 42% (n=5) reported that they "frequently" made use of in-person reference assistance, and 58% at least "sometimes" did. By contrast, almost 64% (n=7) of part-time AUA faculty "rarely" visited the Papazian's reference desk, and just over 27% (n=3) said that they "never" did. The situation was similar at YSU, where all full-time faculty reported making at least some use of in-person reference, with 18% (n=3) using it "frequently," 35% (n=6) "sometimes," and 47% (n=8) "rarely." Among part-time YSU faculty, about 62% (n=8) said that they "rarely" used reference service, and 38% (n=5) "never" did.
The next item on the surveys concerned virtual reference services, defined here to include e-mail, online chat, and text messaging reference, all of which the Papazian Library makes available.
When asked about their use of any virtual reference services, 25% (n=6) of the AUA respondents indicated that they "frequently" use them; three respondents (13%) replied that they "sometimes" do, seven (29%) that they "rarely" do, and eight (33%) that they never have. As with in-person reference, usage rates were higher for faculty of higher rank: all respondents with the rank of chair or professor said that they "frequently" used remote reference, and all participants with the rank of associate professor or assistant "sometimes" did. Usage began to drop at the level of lecturer, where 70% of participants (n=7) said that they "rarely" used virtual reference services and 30% (n=3) "never" did. All participants at the rank of researcher reported making no use of virtual reference. Full-time faculty were more likely to use virtual reference, with 50% (n=6) of this group saying that they did so "frequently," 25% (n=3) "sometimes," and 25% (n=3) "rarely."
Part-time faculty, by contrast, used remote reference only "rarely" (36%, n=4) or "never" (64%, n=7). Usage was similarly low among faculty who had been at AUA the longest-all participants who had been at AUA for five or more years reported that they "never" used virtual reference, with the exception of one participant (17%) from the 5-10 year category who used it "rarely." Those respondents who had been at AUA for fewer than five years were evenly divided between those who reported using the service "frequently" (40%, n=6) and those who did so "rarely" (40%, n=6), with the remainder (20%, n=3) using it "sometimes."
Because the YSU Library does not offer virtual reference modes, the YSU survey instead asked how useful participants thought virtual reference, if available, would be both for their own research and for their students' work. Seventeen respondents at YSU (53%) thought virtual reference would be "very useful" for their own research with a slightly higher number (n=19, 63%) replying that it would be "very useful" for their students. Fourteen respondents (44%) thought virtual reference mediums would be "somewhat useful" for themselves and eleven (37%) "somewhat useful" for their students. One respondent (3%) regarded such services as "not useful" for their own research but no participant expressed that sentiment with regard to utility for students.
All participants at the level of department head or associate professor thought that virtual reference services would be "very" useful both for themselves and for their students. Fifty percent (n=5) of participants who held the rank of assistant thought that virtual reference would be "very" useful for their own research with the remainder saying it would be "somewhat"
useful. This same group felt that virtual reference would be valuable for their students, with 70% (n=7) saying it would be "very" useful and 30% (n=3) "somewhat" useful. All participants with the rank of lecturer, researcher, or "other" indicated that virtual reference would be "somewhat" useful, both for themselves and for their students. All full-time faculty respondents thought virtual reference would be "very" useful for both their own work and their students' work.
Among part-time faculty, 100% (n=13) said that it would be "somewhat" useful for their own work, 15% (n=2) that it would be "very" useful for their students, and 85% (n=11) that it would be "somewhat" useful for their students. Respondents who had been at YSU for less than five years showed the greatest enthusiasm for virtual reference, but all groups indicated that they would use the service for their own research. For those with five years or less, 100% (n=3) said that virtual reference would be "very" useful; 87% (n=14) of respondents who had 5-10 years of work experience at YSU said the same, with 13% saying it would be "somewhat" useful; and all other YSU respondents felt that it would be "somewhat" useful for their own work. With regard to student work, all participants with up to 10 years of experience at YSU felt that virtual reference would be "very" useful for students; all other participants regardless of years of service said that it would be "somewhat" useful for students.
Interlibrary Loan
One item on the survey asked participants about use of their institution's interlibrary loan (ILL) service to obtain either books or journal articles. At AUA, one respondent (4%) stated that they "frequently" use ILL, while equal numbers (n=7, 29%) selected "sometimes" and "rarely." The highest share at AUA (33%, n=8) were those that said they "never" use ILL, and one respondent (4%) said that they were unaware of the service. At YSU, again only one respondent (3%) reported being a frequent user, while five (16%) selected "sometimes" and one (3%) "never."
The largest single group (45%, n=14) consisted of those who used ILL "rarely," although a considerable number (32%, n=10) indicated that they were not aware of this service. See Figure   5 for complete data on ILL use among all study participants. As with reference services, awareness and use of ILL varied with rank and other factors. At AUA, all respondents with the rank or department head (n=1), professor (n=4), or associate professor (n=1) used ILL either "frequently" or "sometimes." Respondents at the level of assistant were evenly divided between using ILL "sometimes" (50%, n=1) and "rarely" (50%, n=1). Among lecturers, 60% (n=6) of participants "rarely" used ILL, while 40% (n=4) "never" did, and no respondent holding researcher or some other rank reported using ILL at all. At YSU, all department heads reported using ILL "frequently," while 46% (n=5) of associate professors used it at least "sometimes." Eighty percent (n=8) of YSU participants at the rank of assistant "rarely" used ILL, while 10% (n=1) of this group "never" did and an equal number (10%, n=1)
were unaware of the service. No YSU respondent at the rank of lecturer, researcher, or "other"
reported being aware that their library offered ILL. Employment status also played some role:
at AUA, 73% (n=8) of respondents describing themselves as part-time faculty reported "never" using ILL, and at YSU roughly 69% (n=9) of part-time faculty were not aware of the service. As for length of employment, at AUA, those respondents who had worked there for fewer than 5 years reported varying levels of ILL use, but all other respondents indicated that they "never" use ILL. Similarly, at YSU 33% (n=1) of respondents with fewer than five years of service reported using ILL "frequently," while 67% (n=2) used it "sometimes." Usage then dropped among other groups, so that 81% (n=13) of participants with 5-10 years at YSU said they "rarely" used ILL, while 75% (n=6) of those with 11-15 years and all participants (n=2) with 16 or more years at YSU reported being unaware of ILL.
Database Use
The survey asked AUA participants about their use of subscription databases, from both on and off campus, for access to scholarly resources such as journal articles and abstracts. Overall, respondents were more likely to use databases in the campus setting: nine respondents (38%) indicated that they used the library's databases "frequently" while on campus but only 17% (n=4) said the same regarding off-campus use. Moreover, 50% of AUA respondents who answered this question (n=12) reported that they "rarely" use the library's databases from off campus, while for on-campus use this figure was only 33% (n=8). The survey results did not reveal great differences between on-and off-campus usage rates among those participants who reported using databases either "sometimes" or "never."
All AUA participants holding a rank of department head, professor, associate professor, and assistant reported "frequently" using the library's databases while on campus. However, this did not carry over to off-campus use: all department heads (n=2) reported "frequently" accessing the databases from off-campus, but only 50% (n=2) of professors did, and all respondents at the level of associate professor, assistant, and lecturer reported using remote access only "sometimes" or "rarely." Differences also emerged between full-and part-time faculty. Among those AUA respondents who described themselves as full-time faculty, 75% (n=9) reported using the databases "frequently" while on campus but among part-time faculty, 73% (n=8) said that they "rarely" did so and 27% (n=3) that they "never" did. This difference was less pronounced with regard to remote access, where 64% (n=7) of part-time faculty and 42% (n=5) of full-time faculty each reported that they used the databases from off-campus only "rarely." The remainder of full-time faculty reported at least some remote use of databases, but 36% (n=4) of part-time faculty gave the response of "never." Moreover, participants showed varying usage rates according to their length of employment at the institution (see Figures 6 and 7) . As Figures 6 and 7 show, recently hired faculty were more likely to use library databases and were the only frequent users whether on-campus or off. Sixty percent (n=9) of respondents who had been at AUA for fewer than five years said that they "frequently" use the databases while on-campus and 27% (n=4) that they do so from off-campus. No respondent in this group reported "never" using the databases. For participants who had been at AUA for five years or longer, only those in the 5-10 year category reported any database use at all, whether on-campus or off, and even then only "rarely." No respondent who had been at AUA any length of time greater than 10 years reported using the databases in either setting.
Because the YSU Library does not offer remote access to the library's subscription databases, the survey instrument distributed to YSU participants asked only about on-campus use. Four YSU respondents (13%) indicated that they "frequently" use the library's databases to access scholarly resources such as journal articles or abstracts, while seven (23%) reported that they "sometimes" do and nine (30%) selected "rarely." One third of YSU respondents (33%, n=10) said that they never use the library's databases.
As at AUA, use of databases at YSU varied according to rank, employment status, and length of employment. Higher-ranking faculty reported higher rates of use, with 100% (n=1) of respondents at the rank of department head and 27% (n=3) of those at professor saying that they "frequently" used the library's databases. Of the remaining professors all exhibited at least some database use, with 64% (n=7) saying that they used the databases "sometimes" and 9% (n=1) that they did so "rarely." Among respondents at the assistant level, 80% (n=8) said that they "rarely" used the databases and 20% (n=2) that they "never" did, and no participant holding the rank of lecturer or researcher reported any use. With regard to employment status, all full-time faculty respondents reported at least some database use, with 41% (n=7) saying that they "sometimes" used them, 35% (n=6) that they "rarely" did, and 24% (n=4) that they "frequently" did. However, no part-time faculty reported being frequent users; instead, 77% (n=10) of these respondents said that they "never" used the library's databases and 23% (n=3) that they did so only "rarely." Differences also emerged with regard to length of employment at YSU; for complete information on database use by years of service, please see Figure 8 .
Figure 8 Use of Databases and Length of Employment of YSU Participants, by Percentage
As Figure 8 shows, the primary (and almost only) users of library databases among YSU respondents are faculty who have been at the institution 10 or fewer years. All respondents (n=3) who had been at YSU for fewer than 5 years reported using the databases "frequently," as did 6% (n=1) of those in the 5-10 year group. The remainder of participants in the 5-10 year category divided themselves almost evenly between using the databases "sometimes" (44%, n=7) and "rarely" (50%, n=8). No YSU respondent from any other category reported any use of the Rare and Art Books. When asked how often they use the antique and rare book collection, the largest single group of YSU respondents (43%, n=13) indicated that they "never" use this, and another 40% (n=12) that they "rarely" do. Three respondents (10%) stated that they "sometimes" use this collection and two (7%) that they "frequently" do. Of those participants who did report using the antique and rare materials, all were full-time faculty, all held a rank of assistant or higher, and all had been at YSU for 10 or fewer years.
The Papazian Library at AUA offers a section of "Guides and Tutorials" available on the library's website. These include LibGuides created by AUA librarians on topics such as citation tools, copyright, and avoiding plagiarism, as well as instructions for using the library catalog and databases. A question on the AUA survey attempted to assess use of these resources. Two AUA respondents (8%) indicated that they "frequently" use the guides and tutorials and seven (29%)
that they "sometimes" do. Five respondents (21%) said that they "rarely" use these resources, and 10 participants (42%) selected "never." All participants who reported using the guides and tutorials had been at AUA for five or fewer years. Most were full-time faculty-only 18% (n=2) of part-time respondents reported making any use of the guides, and then only "rarely." The most frequent users were higher in rank, with 100% (n=4) of department heads and 100% (n=4) of professors saying they used these resources "frequently." All participants at the level of associate professor (n=1) and assistant (n=2) reported that they "sometimes" used the guides, and 50 % (n=5) of lecturers that they "rarely" did. No other lecturer or researcher reported any use.
The AUA also maintains an institutional repository, the AUA Digital Repository, the content of which includes faculty publications, Master's theses and other student work, course materials, administrative or departmental documents, and other items (http://dspace.aua.am/). The AUA survey asked participants how often they use the repository to access faculty or student work.
Many respondents (63%, n=15) indicated that they "never" use the AUA Digital Repository;
another 29% (n=7) said they "rarely" use it, and one respondent each selected "sometimes" (4%)
and "frequently" (4%). All participants who did report accessing content in the repository had been at AUA for five or fewer years, all were full-time faculty, and all held a rank of assistant or higher.
Discussion
The findings of this study reveal noteworthy patterns concerning the use of library services by teaching faculty at both of these institutions. Of particular significance is the degree to which use of library services correlates with academic rank and length of employment at these institutions. In particular, recently hired faculty stand out for their level of engagement with the library. They were more likely to seek assistance from a reference librarian and were the most frequent visitors to the reference desk. They were the only users of certain services, such as virtual reference and online guides or tutorials. They comprised almost the entirety of database users and interlibrary loan borrowers and submitted the most purchase requests for their libraries' collections. Conversely, use of many library services dropped to zero among respondents who had been at their institutions for more than ten years, with many longer-term employees indicating lack of awareness of services. A similar trend emerged with regard to rank. Department chairs and high-level faculty such as full professors often showed both high awareness and frequent use of library services, while instructors holding ranks such as lecturer or researcher often indicated lack of awareness and use.
For recent hires who are junior faculty, this greater use of library services may be due to the requirements of tenure or promotion; these faculty have a greater need to conduct original research for publication, and thus have a greater need of their institution's library. This seems to be borne out by the fact that those respondents at the opposite end of the spectrum, who had been at these institutions the longest, showed much lower awareness and use of library services.
However, two other major trends found in this study seem to resist this explanation. 
Limitations and Future Research
This study has some limitations. For one thing, the sample sizes for both surveys remain small; out of 200 teaching faculty at AUA only 28 took the survey, and at YSU only 43 faculty members out of 1,616 responded. There may also be discrepancies in some of the data collected because respondents could skip questions. These factors make it difficult to generalize the results of the study to gauge sentiments of the faculty as a whole at these institutions.
The survey instruments themselves, in certain instances, failed to capture complete data about faculty awareness of library services, in that not every question included an option for the participant to indicate whether they were aware of a given service. Thus, for certain items-such as virtual reference services at AUA-there is no way to know whether participants who reported "never" using that service did so because they do not find it relevant to their needs, or because they are simply unaware that their library offers that service. A revised survey instrument could address these missed opportunities.
Finally, the design of this study made it difficult to isolate variations in use and awareness of library services according to field of study. The survey instruments did ask respondents to identify their department or area of specialization-but as an open question rather than multiple choice. Thus, respondents used a variety of names or acronyms to refer to departments and programs at their institutions, or sometimes expressed affiliation with a school-level division rather than a department or program within that school. This makes it difficult to draw connections to usage by discipline. Thus, even though Tables 1 and 2 suggest a high response rate from faculty in the humanities, we cannot determine from the data collected whether this corresponds to higher use of library services. Cultural differences between the two institutions add another layer of complexity, in that AUA uses a classification system for its degrees and divisions similar to that found in the United States or North America, while YSU organizes and labels its curriculum in a manner that seems more in keeping with regional or European models.
Future research could focus more precisely on identifying faculty in different disciplines at these institutions and examining their use (or reasons for varying levels of use) of library services.
Conclusion
In examining these two institutions, this study investigated the core services and resources common to most academic libraries. Certain of these resources, such as subscription databases, 
